
Digital Voice 
What you Need to Know



What is Digital Voice?

Discover what Digital Voice is and why the phone 
service is changing

We're making the switch because the analogue network that most home phones work on today, is no 
longer fit for purpose and can't keep up with the demands of modern life. 

The outdated network will be switched off for all 
phone providers by the end of 2025. This is a once 

in a generation upgrade which will make sure 
everyone stays connected now and into the future.

It will connect everyone to a more resilient, 
sustainable and energy-efficient digital phone 

service.

Customers will still have the same telephone; price 
plan, phone number, their contract won’t change 

and it won't cost them any more than they pay 
today. They’ll just need to use area codes when 

they make calls.
.

For most customers, the move to Digital Voice will 
have no impact on how they use their home phone.

This new home phone service runs over the 
broadband network. It offers lots of benefits and 

improved features, like our Scam 
Protect feature which blocks most scam 
calls, protecting customers from fraud.

It literally means  customers need to change where 
they plug the phone in, that’s the key message – 

their phone will be plugged in the hub or in an 
adapter rather than the traditional phone socket .

.



Setting up Digital Voice 

Important things to remember

The customer must unplug the telephone wire 
from the traditional phone socket  or micro filter 

and plug it into a smart hub 2.

A smart hub 2 has a green port on the back to plug 
the customers' existing phone into it, if they don't 

have a smart hub 2, we'll send one at no cost.

Customer must ensure they do not disconnect 
their broadband or switch off their Hub at night.

(Avg cost of £35 per year to keep their hub on 
24/7)

If customers have cordless phones, we recommend 
that they plug the main unit into the back of the 

hub. They won’t need adapters for additional 
phones that are paired with the main base unit.

If customers use corded phones, they’ll be able to 
plug one directly into the hub, but they’ll need an 
adapter for each additional phone that they will 

want to use

If it is convenient for the customer to plug their 
current phone in to the green port on the back of 

the Hub then customers will not need any 
additional equipment.

The adapter can be plugged into any power socket 
and will be a wireless extension.

Customers will need an adapter if they want their 
home phone in a different location to the Hub.



The equipment

Smart Hub 2 
Router

Emergency 
Back up phone

Digital Voice 
Adapter

Digital Voice 
Handset

The Battery 
Back up

99% of handsets are compatible with Digital Voice and customers can continue to use their existing 
phone, including specialist handsets for hearing and sight impaired and its compatible with the big button 

phone.

If customers would like a new digital handset, they are able to buy a Digital Voice phone at a discount.

If a customer has other phones around the home, there are adapters they can use to connect these. Customers 
can get one for free and buy additional ones if they need them.  Only for BT customers and ONLY with our Hubs

Please see the appendix for details of what a customer could be eligible for (and 
costs).

We have a Battery Back-up for customer who 
have less reliable indoor mobile connectivity.

We have a handset that also uses the mobile 

network for customers who are vulnerable and 

concerned about power cuts who have good mobile 

coverage - during a power cut they will be able to 

continue to make calls over the mobile network 

Customers in areas that suffer from frequent or 
prolonged power cuts may benefit from one of our 

two backup solutions

Insight into the Digital Voice equipment



Emergency back-up phone

• This is an emergency back-up phone that uses the mobile network 
to make calls if there’s a power cut. 

• Under normal circumstances the phone works using the Digital 
Voice line, but it recognises when there’s a power or broadband 
outage and switches to using the inbuilt SIM to make calls over 
mobile.

• The FW500 should give, when fully charged:

• Standby of up to 8 hours

• 1 hour talk time

• The FW500 phone comes with a preloaded SIM card with a 100 
minutes that can be refreshed, so you should limit the use of it to 
emergency calls only when the power fails or the broadband is out.

• It has an integral battery and needs to be connected to the mains 
to keep it fully charged. 
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Insight into resilience 



Battery Back-up for Digital Voice

• Customers can buy a Battery Back-up unit (BBU). This allows them 
to use their home phone in the event of a power cut and is designed 
to provide a backup for a talk time of a minimum of an hour, though 
it’s more likely to provide up to 4 hours of power (up to 8 hours 
standby).

• The battery back-up comes with a Digital Voice Essential handset. 
It should be paired with the hub to make sure there’s a working 
phone during a power outage. 

• Key to note that if customers have handfree/non-corded phones 
today these do NOT work in a power cut.

• If a customer has Full Fibre then they’ll receive two back-up units, 
one for the hub and one for their Fibre service connection (ONT).

• Customers who have additional needs should be offered a Battery 
Back-up unit for free of charge- this includes over 75 and any one 
with registered impairments.

• Please see the appendix for details of what a customer could be 
eligible for.  
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Insight into resilience 



Digital Voice features
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How to structure our 
conversations with 
customers about 
Digital Voice 



When will this happen to customers?

• When they change package/recontract or upgrade, they will be moved to digital Voice

• New customers or for those that move home, their orders will automatically come with digital voice

• Existing customers being moved to Digital Voice, will be contacted with at least 4 weeks notice of the move. If 
customers are in a full Fibre area, they may need to move to full fibre – be prepared to talk customers through the 
difference in Copper – FTTC – FTTP 

• We are aiming to complete most existing customer switches by region – this will allow additional support and 
awareness in those regions to support customers going through the swich

• These are the various communications that customers will receive:
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A reminder customers will still have the same telephone; price plan and phone number. The switch will not change their contract and 
won't cost them any more than they pay today. They’ll just need to use area codes when they make calls.

Ensure you remind your customers that:

• 99% of current telephones are compatible – so they should be able to keep what they have

• Establish what type of socket or micro filter the customer has in the property 

• Ask them to check their smart hub and if its BT/EE smart hub 2 or 3 they will have green DV port

• Ask if the phone sits near the hub and if they have any additional handsets

• Talk through adapters for those with multiple phones or where their phone is located away from the hub

• Ask Customer if they suffer from power cuts and if yes, ask if they have a mobile phone

• Discuss BBU and Hybrid options – BBU should be a last resort 

• Establish whether they have Alarms and telecare devices connected to their telephone line

• Discuss the built in Voicemail service – 1571 is automatically applied and kicks in after a number of rings. If their

 dial tone sounds different, it means they have a voicemail and they can dial 1571 to listen to it.

• Customers should keep their hub plugged in and powered on at all times (avg. £35 per year running cost)

It’s sensible to cover reasons customers may not be included in migrations, and that the timescales you’ve mentioned can sometimes 
take longer for a number of reasons. They don’t need to panic in that case, we’ll always keep them updated.

What does it all mean for a customer?
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Awareness on mobile 
coverage & 
supporting customers 
with additional 
needs.
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Mobile coverage and 3G  
retiring

• As part of the Digital Voice roll out, we 
inform customers that in a power outage 
they should try to use a mobile phone for 
emergency calls.

• We’ve identified some customers that are 
impacted by both the 3G switch off and 
the Digital Voice roll out.

• These customers will still be able to make 
calls and send text messages over the 2G 
network.



Landline-only 
customers

Older customers 
(75+)

Healthcare 
pendants or 

alarms

Disabled customers, 
or those with 

additional needs

No mobile phone 
signal

We won’t proactively 
switch over any of these 
customers until support is 
in place.

Which customers need 
enhanced support?



Landline Only Customers

• Media gateway / Pre-Digital Phone

• Unit is installed in the exchange which does the digital conversion 
in place of a hub in the customer's home

• This means that there is no change in the customer’s home & no 
change to the devices they have plugged in & power will continue 
to be provided along the existing line

• Also gives us a catch all to ensure that no one is left disconnected

• There will be a short (pre-warned) outage for customers whilst the 
swap over is being completed

HOWEVER

• Whole number (including area code) must be dialled every time

• Still uses the existing infrastructure which isn’t as reliable as a 
digital one

• Only a temporary fix until 2030 when the exchange building 
themselves start to close
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Customers without broadband 



Here for you

‘Here For You’ is our way of 
supporting customers living with 
additional needs. 

We can help customers who;

• Have  additional needs such as 
vision or hearing impairment 

• Are vulnerable due to 
circumstances such as financial 
hardship and/or illness

• With mental health and/or 
neurodiverse conditions

It’s important to share customers 
share needs with us so we can 
provide tailored support which 
means they can benefit from certain 
products and services. Customers 
just need to log on to their BT 
account online or share their need 
the next time they speak to us.

We have a dedicated 
website.  www.bt.com/hereforyou 
with all the support we can provide. 
It’s updated regularly with all the ways 
we can help make life easier and get 
the most out of our products and 
services.

There are some great videos that 
showcase all the benefits of a 
customer sharing their needs and how 
Here For You will support.
Here for You – Introduction

https://www.bt.com/help/here-for-you
https://www.youtube.com/watch?v=6AYR7h3dcgI


Telecare/Healthcare & 
Medical Alarms
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Telecare is a general term for a 
range of healthcare and 
medical alarms

Customers may refer to them as:

telecare alarm

healthcare alarm

pendant alarm

lifeline

falls alarm 

button and box 

button around my neck or wrist

box in the corner that is there in-case 
you need help

Confidential



What is a telecare, healthcare 
or medical alarm?

It is a monitored alarm system to help 

support elderly or vulnerable people 

living independently in their own home.

Systems can also be linked to additional 

sensors such as fire and smoke alarms, bed, 

chair and door sensors for additional 

safeguarding.

It allows the user to call for help at any 

time if they have a medical emergency, some 

systems will automatically call for help, 

e.g., in the event of a fall, smoke alarm or a 

front door sensor activating when the 

door is opened/closed. 

18



How do people use it?

The user will typically wear a device such as a 

wrist or neck pendant which has a SOS button to 

call for help, some pendants can automatically 

detect a fall and call for help.

Wearable devices and sensors connect 

wirelessly to a telecare base unit, the base unit 

typically has a SOS button and a loudspeaker 

allowing 2-way communication.

The telecare base unit dials out to a response 

team at a remote alarm receiving centre that is 

monitored 24 hours a day 365 days a year.

The response team can assess the situation and 

provide the necessary support for the user 

including calling emergency services, carers or 

relative as needed.

Confidential 19



Telecare, healthcare and medical alarm systems are an essential lifeline, they 

are the primary way for an elderly or vulnerable user to call for help in an 

emergency.

Many existing alarms are connected to the customers own telephone line, any 

changes to the line will result in the alarm no longer working. The user or 

remote monitoring centre may not be aware that the alarm is no longer 

working.

It is imperative to identify if anyone in the household has a monitored healthcare 

or medical alarm, it might not always be obvious to the customer as the telecare 

base unit could be hidden out of sight.

Incorrect action could contribute to further injury or death if the existing 

telephone line is inadvertently disconnected through a Digital Voice migration.

Systems in sheltered accommodation will include pull cords and wall mounted 

alarms, these are generally hardwired systems that don't use the customers 

phone line but always check.

Why is it so critical we keep telecare, healthcare and 
medical alarm users connected?

Confidential
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Guidance provided to all EE/BT 
Guides - handling a customer 
with Telecare?

You must ask about Additional Needs  & 
telecare on EVERY broadband (with a 
landline) conversation.

Telecare customers: 

Must not be moved onto New EE 
Cannot move onto Digital Voice at 
present

You should only move a telecare 
customer to digital voice if they confirm 
that their system is digital compatible, 

if there is any doubt do not proceed

20



Appendix



Useful links
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Setting up the Digital Voice equipment - Video

Digital Voice: How do I use my calling features? – Website link

Digital Voice handset guides

How to set up your Digital Voice handset - video

Using the key features on your Digital Voice handset – video 

Essential Digital Home Phone guide

Advanced Digital Home Phone guide

Additional equipment guides 

BT Digital Adapter guide

Battery Back-up FTTC guide

Battery Back-up FTTP guide - two devices

Motorolla FW500 Back-up phone guide

Vulnerable customers 

Here for you

https://www.youtube.com/watch?v=6f9UIOOlv_E
https://www.bt.com/help/landline/digital-voice--how-do-i-use-my-calling-features-
https://www.youtube.com/watch?v=ARxwt3XLShE
https://www.youtube.com/watch?v=f9l5swuQIxQ
https://www.bt.com/content/dam/bt/help/digital-voice/essential-phone/BT-Essential-Digital-Home-Phone-UserGuide.pdf
https://www.bt.com/content/dam/bt/help/digital-voice/advanced-phone/BT-Advanced-Digital-Home-Phone-User-Guide.pdf
https://www.bt.com/content/dam/bt/help/user-guides/Digital-Voice-Adapter-userguide.pdf
https://shop.bt.com/content/uni2/documentation/fv54/cyberpower_bbu_sh2_(2).pdf
https://shop.bt.com/content/uni2/documentation/fv55/cyberpower_bbu__for_fttp.pdf
https://www.bt.com/content/dam/bt/help/user-guides/FW500_Addendum_guide.pdf
https://www.bt.com/help/here-for-you


Customer types matrix 

Customers get these for free

Customers can add on these devices

Customers don’t require these 
devices

Additional Needs = Vulnerable/ 
Elderly
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Vulnerability insight 


	Slide 1: Digital Voice  What you Need to Know
	Slide 2: What is Digital Voice?
	Slide 3: Setting up Digital Voice 
	Slide 4: The equipment
	Slide 5: Emergency back-up phone
	Slide 6: Battery Back-up for Digital Voice
	Slide 7: Digital Voice features
	Slide 8
	Slide 9: When will this happen to customers?
	Slide 10: What does it all mean for a customer?
	Slide 11
	Slide 12: Mobile coverage and 3G  retiring
	Slide 13: Which customers need enhanced support?
	Slide 14: Landline Only Customers
	Slide 15: Here for you
	Slide 16: Telecare/Healthcare & Medical Alarms
	Slide 17: Telecare is a general term for a range of healthcare and medical alarms
	Slide 18: What is a telecare, healthcare or medical alarm?
	Slide 19: How do people use it?
	Slide 20
	Slide 21: Guidance provided to all EE/BT Guides - handling a customer with Telecare?
	Slide 22
	Slide 23: Useful links
	Slide 24: Customer types matrix 
	Slide 25: Vulnerability insight  

