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Cobranet provides Data Services on different networks. UGO Bridge using Fixed Wireless technology and Fibre. 

2.2.4 UGO Bridge, the Fixed Wireless Broadband (FWB) 
FWB is a type of high-speed Internet access where connections to the Internet are made by service providers using radio 

signals rather than cables. Several different forms of fixed wireless broadband are available to residential and business 

customers. This includes a Point-to-Point connection or Point-to-Multipoint connection with the use of Customer 

Premises Equipment (CPE). Cobranet FWB service is known as UGO Bridge which is a Dedicated Internet Service which 

allows the Customer access to high-speed internet at a Committed Information Rate of 1:1. 

2.2.5 UGO Flix Lagos and UGO Max Lagos  
Cobranet offers high-speed Internet services with a Committed Information Rate of 1Mbps in different areas in Lagos. 

2.2.6 UGO Flix Abuja  
Cobranet offers high-speed Internet services with a Committed Information Rate of 1Mbps, in different areas in Abuja. 

2.2.7 The Residential Broadband Service 
Cobranet offers real unlimited Broadband over fibre network in different areas in Lagos. 

2.2.8 Service Availability 
Cobranet offers a service availability level as directed by the Commission. 

2.2.9 Footprint and Range of Products 
Cobranet Limited provides Internet service and Data connectivity to the Nigerian market and positions itself as a leader 

in this sector of choice. 

Cobranet serves both the residential and corporate markets. Our clients benefit from 2 different technologies: UGO 

Bridge the state-of-the-art fixed wireless and Fibre connectivity for corporate and for residential. 

Moreover, our Managed and Professional services position us as a provider of a complete solution in the ICT market 

2.3 Service Contracts 
Cobranet Limited will make available in printed format, the contract or agreement for the provision of services written in plain 

and clear language. 

2.4 Pricing Information  
- Customers will be given full information about the rates, what the charges include, each part or element of an applicable 

charge, and its method of calculation.  

- Cobranet standard services are charged on a monthly basis according to the subscribed/requested bandwidth/speed by 

the Customer.  

- The frequency in invoicing will depend on the type of service to be deployed.  

- The prices of individual services may be changed from time to time at the discretion of Cobranet, but the circumstances 

that will inform the change will be communicated to customers via email and or hand delivery.  

2.5 Contract Term and Termination 
- The commencement date of the service will be after the complete deployment of the service.  
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10.3 Complaints Handling Processes 

10.3.1 How to contact us if you have a problem 
If your problem is a general one about our products, sales or service or fault with your service, please call us on +234-

201-2716269 / or write / email to:  

Customer Services 

Cobranet Limited 

Plot 24, Plot 10, Jeremiah Ugwu Street, Lekki Phase 1, Lagos, Nigeria 

Email: support@cobranet.ng 

10.3.2 What if I am not satisfied with the way my problem is being handled? 
If you are unhappy with the way that your problem is being handled, you may complain by writing or emailing to:  

Customer Services Manager  

Cobranet Limited 

Plot 24, Plot 10, Jeremiah Ugwu Street, Lekki Phase 1, Lagos, Nigeria 

Email: csd@cobranet.ng 

10.3.3 Responding to complaints 
We will do everything we can to resolve complaints, disagreements, or disputes as quickly and efficiently as possible. Our 

Customer Services Manager will investigate your complaint and discuss a course of action with you to resolve the matter 

quickly and to your satisfaction.  

10.3.4 Handling Complaints/Complaint Processes 
All communication to Cobranet shall be channelled by email, telephone, letter writing or by using a web form. The email 

addresses and phone numbers are available at Cobranet website www.cobranet.ng. The preferred way of communication 

is always by email. The secondary form of communication is by phone. Any telephone contacts requiring further 

communication are transferred to email for tracking purposes and to ensure service level.  

Upon receiving a support request, Cobranet shall confirm both customer and technical information necessary for a timely 

and efficient response. The customer shall receive communication from Cobranet when additional information is 

required during the troubleshooting process or is responded to and/or resolved. 

Support Services consist of technical support and assistance by email and telephone to the customer using the Service. 

Support Services include receiving, classifying, and logging Support Requests and the assignment thereof to Cobranet 

Technical Specialists who are responsible for troubleshooting the problem until it is resolved.  

A problem is considered resolved when: 

- The Service conforms substantially to its specifications; or  

- The Customer has been advised on how to correct or bypass the error; or  

- It has been discovered that the problem is a hardware failure and, in the case of  Cobranet supplied equipment, the 

RMA process has been started to replace the unit or the spare part in question; or  

- It has been discovered that the problem falls within the category not covered by the service fee, and the customer 

has been notified thereof. 

Cobranet does not guarantee problems will be fixed in any specific time frame due to the fact that Cobranet does not 

manufacture the equipment. It is the goal of our organization to deliver commercially reasonable efforts to satisfactorily 

resolve each incident using the guidelines of the In Call Classification. 
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The following classification will be used to identify the call based on its severity: 

- Critical Technical Issues consist of a total loss of core functionality in the Services that severely affect the Customer's 

enjoyment of the Service. Cobranet is willing to provide full-time resources to resolve the issue during the service hours 

specified in the agreed support service level; 

- Non-Critical Technical Issues consist of technical issues that have minor or no impact on Customer's enjoyment of the 

service, requests pertaining to preventive maintenance. Requests for technical assistance during usage of the Service 

always fall into this category. Cobranet is willing to provide resources during standard business hours to provide assistance 

and information to solve the issue.  

10.4 Charges 
Complaint handling processes shall be provided free of charge. However, Cobranet may impose a reasonable charge for 

complaint handling processes where investigation of the complaint requires the retrieval of records more than twenty-four 

(24) months old, and where that retrieval results in any incremental expense or significant inconvenience to Cobranet. Any 

such charges shall be identified and agreed to by the Consumer before being incurred. 

10.5 Further Recourse 
We will do everything we can to resolve complaints, disagreements or disputes as quickly and efficiently as possible. 

In case of an unsatisfactorily resolved issue, our Customer Services Manager will investigate your complaint and discuss a 

course of action with you to resolve the matter quickly and to your satisfaction. 

While we intend to do everything we can to resolve complaints, disagreements or disputes, sometimes a satisfactory 

conclusion cannot be reached. This may be because you are dissatisfied with the outcome, or we have exceeded our target 

time for resolving a problem. If so, you can take the matter further by referring it to the Consumer Affairs Bureau of the 

NCC. 

NCC will act impartially and try to find a fair outcome for all the parties if it is that we have not adequately resolved the 

matter. If the NCC believes we have acted reasonably, you will be informed of this.  

Nothing in this scheme or process prevents you seeking resolution through the courts.  

You can write to:  

The Nigeria Communications Commission (NCC) 

Plot 423 Aguiyi Ironsi Street, 

Maitama, Abuja,FCT 

Nigeria. 

Tel: +234-9-4617000  

E-mail: info@ncc.gov.ng 

Website: http://www.ncc.gov.ng 

10.6 Action on Disputed Charges 
Cobranet shall avoid imposing any disconnection or credit management action regarding any service to which a complaint 

or billing dispute relates while the complaint or dispute is being investigated. Cobranet shall inform the Customer that 

while the complaint or dispute is being investigated, the Customer is obliged to make payment of any outstanding amounts 

other than the amount that is specifically in dispute. 
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