
Terms and conditions for the BT Mail service 
 

You should read these terms and conditions carefully as they contain important information. Please also read 
our Privacy Policy at bt.com/privacypolicy. It describes how we may use your personal information. 
 
 

The basics 
 

1. Who we are 
²ŜΩǊŜ .ǊƛǘƛǎƘ ¢ŜƭŜŎƻƳƳǳƴƛŎŀǘƛƻƴǎ t[/ ƻŦ ум bŜǿƎŀǘŜ {ǘǊŜŜǘΣ [ƻƴŘƻƴΣ 9/м! т!WΦ ²ŜΩǊŜ ǊŜƎƛǎǘŜǊŜŘ ƛƴ 9ƴƎƭŀƴŘ 
with company number 1800000. Everyone knows us as BT. 
 
Some of the words and phrases in these terms and conditions have special meanings. Those words are 
explained below. They are printed in bold wherever they have the special meanings given below.  
 
 

2. What words mean 
agreement ς the legally binding agreement between you and us for the service. The agreement is made up of 
the following. 

¶ These terms and conditions 

¶ If appropriate, the BT End User Licence Agreement (bt.com/eula) 

¶ If appropriate, the Yahoo! Additional Terms of Service (info.yahoo,com/legal/uk/bt/terms/mail/atos.html)  

¶ Our Tariff Guide (bt.com/tariffguide) 

¶ Our Price List (bt.com/pricing) 

¶ Our latest Privacy Policy (bt.com/privacypolicy) 

¶ Our latest Acceptable Use Policy (bt.com/acceptableuse) 

¶ Our latest Customer Complaints Code (bt.com/complaintscode) 

¶ The latest version of any other policy we tell you about 
 
BT E-mail ς the free version of the service. For more information visit bt.com/btmail. 
 
BT Premium Mail ς the version of the service you have to pay for. For more information visit 
bt.com/premiummail. 
 
BT ID ς ǘƘŜ ǳǎŜǊƴŀƳŜ ǿŜΩƭƭ ƎƛǾŜ ȅƻǳ ŀƴŘ ŀ ǇŀǎǎǿƻǊŘ ǘƘŀǘ ȅƻǳ ŎƘƻƻǎŜ ŦƻǊ ǿƘŜƴ ȅƻǳ ǳǎŜ ǘƘŜ service. 
 
charges ς the fees (if any) you pay for the service and any service feature, plus anything else you need to pay 
in line with the agreement, our Tariff Guide or our Price List. 
 
cooling-off period ς the period from the date the agreement is made until 14 days after: 

¶ the equipment (if any) is delivered; 

¶ the service start date; or 

¶ the day you receive your order confirmation; 
whichever is later. 
 
equipment ς the equipment (if any) we give you as part of the service, as shown in your order confirmation. 
 
minimum term ς ŀƴȅ ƛƴƛǘƛŀƭ ƻǊ ƭŀǘŜǊ ǇŜǊƛƻŘ ȅƻǳΩǾŜ ŀƎǊŜŜŘ ǘƻ Ǉŀȅ ŦƻǊ ǘƘŜ service for, as shown in your order 
confirmation. 
 
order confirmation ς the letter or email we send you after we accept your order for the service. It confirms 
important things like the description of the service, the minimum term and the charges. 
 
service features ς ŀƴȅ ǇǊƻŘǳŎǘǎΣ ŦŜŀǘǳǊŜǎΣ ōŜƴŜŦƛǘǎΣ ΨŀŘŘ-ƻƴǎΩ ƻǊ ŜȄǘǊŀ ǎŜǊǾƛces we provide on top of or as part 
of the service. (Service features might have extra terms and conditions that you will have to keep to.) 

http://www.bt.com/privacypolicy


 
service start date ς the date the service starts, as shown in your order confirmation (unless we tell you 
another date). 
 
service ς the BT Mail service that we are providing you with under the agreement, as shown in your order 
confirmation, on your bill and on your My BT account (if you have one). That service may be BT E-mail or BT 
Premium Mail.  
 
working days ς Monday to Friday, except bank holidays and public holidays.  
 
 

3. What are these terms and conditions for? 
a. These are the terms and conditions which apply when we provide you with the service. If the service is 

delivered by Yahoo!, you agree that you have read, understood and agree to the Yahoo! Additional Terms 
of Service. 

 
b. If we provide you with another service (like BT Sport, BT Cloud or BT TV), you'll have a separate 

agreement for each service. Please read each agreement carefully. Although some of the terms are the 
same or very similar, each service has important differences. 

 
c. We may refuse to provide you with the service if we previously stopped you using any BT service because 

you did not pay on time or you misused the service.  
 
 
4. When the service starts and for how long? 
a. The service starts on the date shown in your order confirmation. 

 
b. The service will last for at least the minimum term and will carry on after then unless: 

¶ you end the service in a way set out in clause 14b, 14c, 14d, 14e; or  

¶ we end the service in line with clause 15.  
 

We might also agree a new minimum term during or after your initial minimum term (for example, if you 
take up one of our offers at the time). We'll always tell you beforehand if there needs to be a new 
minimum term. 

 
c. If you want to end the service before its minimum term has ended, or if we end it in line with clause 15, 

you may have to pay us a charge. Also, you may have paid a lower charge (or even nothing) for the 
equipment in return for taking a service for the minimum term. If this is the case, and you end the 
agreement early, we might need to charge you for that equipment. Take a look at clause 9c and clause 17 
for details. 

 
d. If you ǎŜǘ ǳǇ ǎƻƳŜƻƴŜ ŜƭǎŜΩǎ email address, the service will start for that person when they create their 

own BT ID and password. They will then be fully responsible for the email address and must keep to these 
terms and conditions. 

 
e. LŦ ȅƻǳΩǊŜ ǳǎƛƴƎ .¢ tǊŜƳƛǳƳ aŀƛƭΣ ǘƘŜ minimum term is one month. If you want to end the service after 

the cooling-off period but ǿƛǘƘƛƴ ȅƻǳǊ ŦƛǊǎǘ ƳƻƴǘƘΣ ȅƻǳ ǿƻƴΩǘ ǊŜŎŜƛǾŜ ŀ ǊŜŦǳƴŘ ŦƻǊ ǘƘŜ ŦƛǊǎǘ ƳƻƴǘƘΩǎ 
charges. 

 
 
5. Security of the service 
a. If we suspend the service because of a security issue, we will restore it once you have reset your account 

ŀƴŘ ǘƘŜǊŜΩǎ ƴƻ longer a security risk. If you donΩǘ ǊŜǎŜǘ ȅƻǳǊ ŀŎŎƻǳƴǘ ǿƛǘƘƛƴ ф0 days of the service being 
suspended, we will delete it. We may also take action as described in clause 8e.  

 



 

6. Managing your email 
 
a. The owner of an email address can delete it at any time. 
 
b. We will suspend any deleted email address for 60 days. Only you can reactivate the email address during 

this period, ōǳǘ ȅƻǳ ǿƻƴΩǘ ƘŀǾŜ ŀŎŎŜǎǎ ǘƻ ǎƻƳŜƻƴŜ ŜƭǎŜΩǎ ŜƳŀƛƭs. 
 
c. If an email address has been deleted fǊƻƳ ȅƻǳǊ ŀŎŎƻǳƴǘΣ ȅƻǳ ǿƻƴΩǘ ōŜ ŀōƭŜ ǘƻ ŎǊŜŀǘŜ ŀƴƻǘƘŜǊ ŦƻǊ сл Řŀȅǎ 

from the date the email address was deleted. If you have created the maximum number of email 
addresses allowed on your account, ȅƻǳΩƭƭ ƴŜŜŘ ǘƻ ŘŜƭŜǘŜ ŀƴ ŜƳŀƛƭ ŀŘŘǊŜǎǎ ŀƴŘ ǿŀƛǘ сл Řŀȅǎ ōŜŦƻǊŜ you 
can create a new one. 

 
d. If a BT Broadband customer has given you an email address, you can move it to a BT Premium Mail 

account you pay for. However, if you have been given an email address by a BT Premium Mail account 
holder who is paying for BT PremiǳƳ aŀƛƭ ǎŜǇŀǊŀǘŜƭȅΣ ȅƻǳ ǿƻƴΩǘ ōŜ ŀōƭŜ ǘƻ move that email address to a 
BT Premium Mail account you pay for. 

 
e. If a BT Broadband customer deletes the email address they have set up for you, you have 60 days to 

transfer it to a separate BT Premium Mail account ȅƻǳ Ǉŀȅ ŦƻǊΦ LŦ ȅƻǳΩŘ ƭƛƪŜ ǘƻ Řƻ ǘƘŀǘΣ ǿŜ ǿƛƭƭ ǘǊŀƴǎŦŜǊ 
your email address and BT ID to your new paid-for BT Premium Mail account. 

 
f. LŦ ȅƻǳǊ ŜƳŀƛƭ ŀŘŘǊŜǎǎ ƛǎ ŘŜƭŜǘŜŘ ŀƴŘ ȅƻǳ ŘƻƴΩǘ ƳƻǾŜ ƛǘ ǘƻ your own BT Premium Mail account within 60 

days, we may take any of the steps described in clause 8eΦ LŦ ǿŜ Řƻ ǘƘŀǘΣ ȅƻǳ ǿƻƴΩǘ ōŜ ŀōƭŜ ǘƻ ǊŜŎƻǾŜǊ ǘƘŜ 
email address and we will delete all personal information associated with it. 

 
g. ²Ŝ ŎŀƴΩǘ ǘǊŀƴǎŦŜǊ ƻǿƴŜǊǎƘƛǇ ƻŦ ŀƴ ŜƳŀƛƭ ŀŘŘǊŜǎǎ ǘƻ ŀƴȅƻƴŜ ŜƭǎŜΦ 
 
h. You can move an email address to another BT Mail account if we and the user of that email address agree 

to it. The user of the email address will remain responsible for the email address and the BT ID associated 
with it. Yƻǳ ǿƻƴΩǘ ōŜ ŀōƭŜ ǘƻ move an email address under this clause 6k if iǘΩǎ ōŜŜƴ ǎǳǎǇŜƴŘŜŘ ƻǊ ŘŜƭŜǘŜŘ 
due to misuse or bad debt. 

 
 

7. Special conditions that apply to the service 
a. By using the service, you agree that: 

¶ it will be used mainly in the UK; 
¶ you permanently or normally live in the UK and you will tell us straight away, and stop using the 

service, if that changes;  
¶ we can monitor accounts for excessive use and may limit the volume and size of emails; and 
¶ we may end your email address and any associated email services without further notice if we 

suspect misuse.  
 

b. ¸ƻǳ ŀƭǎƻ ŀƎǊŜŜ ǘƘŀǘ ȅƻǳ ǿƻƴΩǘ do any of the following. 
 
(i) Send emails to anyone who has asked you not to send them emails. 
 
(ii) Send abusive messages or unsolicited bulk emails (such as advertising, promotional material, junk 

mail, spam or chain letters). 
 
(iii) Run, host or help with any online service that is advertised by sending unsolicited bulk emails or 

mass messages.  
 
(iv) Send or reply to mail-bombs (for example, sending copies of a single email to several email 

addresses or sending several unsolicited emails to a single email address, whether or not you intend 
to cause disruption). 



 
(v) Alter or use false email message headers to conceal the email address or to prevent a person from 

responding to the email. 
 
(vi) UsŜ ŀƴȅ ŜƳŀƛƭ ŀŘŘǊŜǎǎ ȅƻǳ ŘƻƴΩǘ ƘŀǾŜ ǇŜǊƳƛǎǎƛƻƴ ǘƻ ǳǎŜ. 
 
(vii) Imply that an email you send is from us or authorised by us. You must also not impersonate another 

person or organisation or falsely state or misrepresent your association with a person or 
organisation. 

 
(viii) Send an email if it is not legal for you to do so. 

 
c. We scan your emails only to detect spam and malware (software designed to disrupt or damage a 

computer system, such as a computer virus), and to enable improved product features (such as 
applications to handle large files).  

 
d. We will move emails to a separate folder if we think they are spam. You can check the folder for emails 

that are not spam. 
 
e. Your BT E-mail address and the email addresses of all users linked to your BT Broadband account will 

continue to work as long as the account is used regularly. 
 
f. You agree that the service will include advertisements. 
 
g. Our Privacy Policy describes how we protect and keep your information.  
 
h. If ȅƻǳǊ ŀŎŎƻǳƴǘ ƛǎƴΩǘ used for 90 days in a row, we will suspend it without giving you ƴƻǘƛŎŜΦ LŦ ȅƻǳ ŘƻƴΩǘ 

reactivate it within 60 days (at bt.com/mybt), we will delete the account and end any associated service 
without giving you notice. 

 
i. If we delete your email address under clause 6d, 6f, 6g, 7a(iii) or 7b we may take any of the steps set out 

in clause 8e.  
 
 

8. When the service ends 
a. When you end a paid-for BT Premium Mail account, you must tell the users of any other email addresses 

you have set up on your account. 
 

b. When you end a paid-for BT Premium Mail account, any extra email addresses linked to that account can 
be used for 30 days. After that we may take any of the steps in clause 8e.  

 
c. If you end your BT Broadband service, any email addresses linked to it can be used for 60 days. After 

another seven days we will delete those email addresses.  
 
d. If you end your BT Broadband service and want to keep any email address you must move it to a BT 

Premium Mail account within 60 days. 
 
e. If any of your email addresses are deleted: 

¶ you cannot send emails from that email address; 

¶ you cannot recover any information held within your email address and linked services; and 

¶ all emails sent to your email address will be rejected and the sender will be sent a notice that the 
email address ƛǎ ΨƛƴǾŀƭƛŘΩΦ 
 
 

9. You can change your mind 
a. You can change your mind and cancel the service within the cooling-off period.  



 
b. If we've already started providing a service , you'll have to pay us the full cost of the service you've had 

(which means we won't take into account any discounts or free offers) including: 

¶ the charges for the service; and 

¶ ŀƴȅǘƘƛƴƎ ȅƻǳΩǾŜ ǳǎŜŘ ǿƘƛŎƘ ƛǎƴϥǘ ŎƻǾŜǊŜŘ ōȅ ǘƘŜ charges. 
 

c. If you cancel the service within the cooling-off period and we've provided you with equipment for the 
service, the agreement won't end until you've returned the equipment. The following will also apply. 

 
(i) You must return the equipment to us within 14 days of cancelling a service. We'll give you some 

prepaid packaging for this. 
 

(ii) If you don't return the equipment within 14 days, you'll have to pay the full cost of the equipment. 
That may be more than the price you paid (for example, if you were given a discount in return for 
taking a service for its minimum term). 

 
(iii) Once we get the equipment ōŀŎƪ όƻǊ ǎŜŜ ŜǾƛŘŜƴŎŜ ǘƘŀǘ ƛǘΩǎ ōŜŜƴ ǊŜǘǳǊƴŜŘύΣ ǿŜϥƭƭ ǊŜŦǳƴŘ ǿƘŀǘ ȅƻǳϥǾŜ 

already paid for it. We might reduce the amount of the refund if we think the equipment is worth 
less than its original value as a result of it being used or damaged. 

 
 

The service 
 

10. How you can use the service 
a. The service ƛǎ Ƨǳǎǘ ŦƻǊ ȅƻǳ ŀƴŘ ȅƻǳǊ ƘƻǳǎŜƘƻƭŘ ŦƻǊ ΨǇŜǊǎƻƴŀƭ ǳǎŜΩ όƳŜŀƴƛƴƎ ǘƘŀǘ ƛǘ ǎƘƻǳƭŘ ƴƻǘ ōŜ ǳǎŜŘ ŦƻǊ 

any trade, business or profession). You're responsible for how the service and the equipment are used. 
 

b. You agree that you'll do the following in connection with the service. 
 
(i) Follow any reasonable instructions we give you and help us run our security checks. 

 
(ii) Get any permission we need to provide the service in your home or install anything for you. 

 
(iii) Tell us if you change your name, address, email address, mobile number, payment details or 

anything else we might need to know about. 
 

(iv) Do everything you can to keep your BT ID username and password private and stop anyone else 
from using them. You should also keep your bill and account details safe from fraudsters. There is 
guidance on this on the website at bt.com/scams. 

 
(v) Tell us straight away, and change your BT ID password, if you think or know that someone else 

knows your BT ID username and password. 
 

(vi) Use the service lawfully. That means you must not use it in a way that breaks any law, regulation or 
rule in force in England and Wales, Scotland or Northern Ireland (as appropriate), or for any activity 
that is illegal in England and Wales, Scotland or Northern Ireland. 

 
(vii) Not do anything which might have a negative effect on: 

¶ our systems, networks, servers, brand, reputation or security; 
¶ other customers' services or equipment; 
¶ other customers' security; or 
¶ any other person's or business's systems, networks or security. 

 
c. The service may have monthly usage limits. If you go over any of these we'll charge you for the extra 

usage. Details of those charges are shown in our Tariff Guide at bt.com/tariffguide. 



 
d. If we reasonably believe you've misused a service, or have let anyone else misuse it, you might have to 

pay us for any loss or damage we suffer as a result. There are more details about this in our Acceptable 
Use Policy at bt.com/acceptableuse. 

 
 

11. Setting up the service 
a. You can set up the service at bt.com/myextras 

 
b. You can ǎŜǘ ǳǇ ŜȄǘǊŀ ŜƳŀƛƭ ŀŘŘǊŜǎǎŜǎ ǳǎƛƴƎ ȅƻǳǊ .¢ L5Φ .ȅ ŎƘƻƻǎƛƴƎ ǘƘŜ ΨŦƻǊ ȅƻǳǊ ƻǿƴ ǳǎŜΩ ƻǇǘƛƻƴΣ ȅƻǳΩƭƭ 

have access to all of your email addresses. 
 

c. ¢ƘŜǊŜ ǿƛƭƭ ōŜ ŀ ƭƛƳƛǘ ƻƴ ǘƘŜ ƴǳƳōŜǊ ƻŦ ŜȄǘǊŀ ŜƳŀƛƭ ŀŘŘǊŜǎǎŜǎ ȅƻǳ Ŏŀƴ ǎŜǘ ǳǇ ǳǎƛƴƎ ȅƻǳǊ .¢ L5Φ ²ŜΩƭƭ ǘŜƭƭ 
you what that limit is. 

 
d. ¸ƻǳ Ŏŀƴ ŀƭǎƻ ŎǊŜŀǘŜ ŜƳŀƛƭ ŀŘŘǊŜǎǎŜǎ ŦƻǊ ȅƻǳǊ ŦǊƛŜƴŘǎ ŀƴŘ ŦŀƳƛƭȅ ōȅ ŎƘƻƻǎƛƴƎ ǘƘŜ ΨƎƛŦǘΩ ƻǇǘƛƻƴΦ ¢ƘŜȅ ǿƛƭƭ 
ƘŀǾŜ ǘƘŜƛǊ ƻǿƴ .¢ L5 ŀƴŘ ǇŀǎǎǿƻǊŘΣ ŀƴŘ ȅƻǳ ǿƻƴΩǘ ƘŀǾŜ ŀŎŎŜǎǎ ǘƻ ǘƘŜƛǊ ŜƳŀƛƭǎΦ 

 
 
 

12. What we have to do for you 
a. We provide the service and the equipment to the UK address you give us or for use on your devices in 

the UK. We may take instructions from a person who we have good reason to believe is acting with your 
permission. 

 
b. We aim to provide a continuous, high-quality service using reasonable care and skill. However, due to the 

nature of the service and the equipment we use to provide it, we can't guarantee that it'll be available all 
the time. 

 
c. Sometimes there are faults in our network and this affects the service. We'll fix any faults as soon as we 

can. If there is a fault, clause 18 explains what you can do. 
 
d. Occasionally we might have to interrupt, change or temporarily suspend some or all of the service. That 

could be to maintain, upgrade or repair the network. If we do, we'll try to get the network up and running 
again as quickly as possible. 

 
e. If we know or believe that any of your devices have been infected by malware (software designed to 

disrupt or damage a computer system, such as a computer virus), or if any of your devices try to get 
access to a malicious website (a website that attempts to install malware), we might take action. That 
might mean putting software onto our network to stop the spread of that malware or prevent your 
devices from going to the malicious website. 

 
f. We try to make sure antivirus software and other security features we provide are effective. Please make 

back-up copies of your documents, photos and so on in case the originals are lost or corrupted. 
 
 

13. Paying what you owe us 
a. You must pay the charges for the service, whether you use them or someone else does. 

 
b. We'll normally bill you regularly and in advance (for the period ahead). If we need to charge you for 

anything extra (for example, for going over any usage limit), we may add those charges to a later bill. 
 
c. We normally provide bills online at bt.com/youraccount. If you want paper bills, just ask us and we'll send 

them to you. We may charge you for paper bills, but we'll tell you about the charge beforehand. 
 



d. You must pay any bills as soon as you get them, unless we agree otherwise with you. 
 
e. LŦ ȅƻǳ ƎŜƴǳƛƴŜƭȅ ǘƘƛƴƪ ǿŜΩǾŜ ƳŀŘŜ ŀ ƳƛǎǘŀƪŜ ƻƴ ȅƻǳǊ ōƛƭƭΣ ǘŜƭƭ ǳǎ ǎǘǊŀƛƎƘǘ ŀǿŀȅΦ ²Ŝ ǿƻƴϥǘ ǎǳǎǇŜƴŘ ƻǊ ŜƴŘ 

a service while we look into the matter. You must pay the amount you agree that you owe. 
 
f. If you don't pay your bill on time, we'll phone you or send you a reminder. If you still haven't paid 10 days 

after the date of our reminder (or seven days if you pay once a month), we may add a late-payment 
charge to your next bill. You may also have to pay a failed-payment charge if a direct debit or cheque 
bounces because you don't have enough money in your account. These extra charges are shown in the 
Tariff Guide at bt.com/tariffguide. 

 
g. LŦ ȅƻǳ ŘƻƴΩǘ Ǉŀȅ ŀ ōƛƭƭΣ ǿŜ ǿƻƴϥǘ ƴƻǊƳŀƭƭȅ ǎǳǎǇŜƴŘ ƻǊ ŜƴŘ ǘƘŜ service until 28 days after the date your 

ǇŀȅƳŜƴǘ ǿŀǎ ŘǳŜ όнм Řŀȅǎ ƛŦ ȅƻǳ Ǉŀȅ ƳƻƴǘƘƭȅύΦ IƻǿŜǾŜǊΣ ƛŦ ǘƘƛǎ ƛǎƴΩǘ ǘƘŜ ŦƛǊǎǘ ǘƛƳŜ ǘƘŀǘ ȅƻǳ ƘŀǾŜƴΩǘ ǇŀƛŘ ŀ 
bill on time, we may suspend or end the service earlier. 

 
h. If you don't pay your bill, we may give details, including your personal information, to a debt-collection 

agency and ask them to collect the money for us. If we do, you'll have to pay an extra charge to 
compensate us. The charge won't be more than the amount we have to pay to the debt-collection 
agency, who will add the charge to your debt. VAT will not be added to any extra charge we add to your 
bill.  

 
We might also transfer your debt to any other business (in which case, your personal information will also 
be transferred) who may then try to recover the amount in a way it considers suitable. 

 
This clause 13 continues to apply after the agreement with us has ended. 
 
 

Ending the service 
 

14. When you can end the service and the agreement 
a. If you change your mind about the service, you can cancel the agreement during the cooling-off period, 

as explained in clause 9. ̧ ƻǳ Řƻ ƴƻǘ ƴŜŜŘ ǘƻ ƎƛǾŜ ŀ ǊŜŀǎƻƴ ŀƴŘ ȅƻǳ ǿƻƴΩǘ ƘŀǾŜ ǘƻ Ǉŀȅ ŀ ŦŜŜ ŦƻǊ ƭŜŀǾƛƴƎ 
early. 

 
b. You can cancel the agreement at any time, by giving us 30 days' notice, if we've changed the charges, the 

service or these terms and conditions in a way that significantly disadvantages you. In this case you won't 
have to pay a fee for leaving early. 

 
c. You can cancel the agreement for any other reason by giving us 30 days' notice. If you're within the 

minimum term, you may have to pay a fee for cancelling early. 
 
d. You can cancel at any time if we break a significant term of the agreement. In this case you won't have to 

pay a fee for leaving early. 
 
e. You can cancel if you end the service as explained in clause 26a.  
 
 

15. When we may restrict, suspend or end a service 

a. We may stop providing the service at any time by giving you at least 30 days' written notice. 
 

b. If you break the agreement, we'll normally let you try to put things right within a reasonable time. But we 
may limit, suspend (in part or fully) or end the service immediately if any of the following apply. 

 
(i) We have to end the agreement by law or in line with any regulation. 

 




